Difficult Behaviour

How do you tackle an employee who deflects blame, resists feedback and initiates complaints or
grievances when confronted, fuelling a recurring cycle of difficulties
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Strong management

«  Proactive management is key

«  Brief managers to
— Spot issues and deal promptly
- Be empathetic
— Listen actively
— Communicate effectively
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A framework for good performance — a good manager

Sets objectives

Offers support

Tackles issues as they arise

Has regular 121s

Follows through
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Having difficult conversations

* A proactive manager will have sensitive and emotive

conversations when managing staff Cha”eng”?g
ACAS "Challenging conversations and how to manage conversations and
them" how to manage them

— practical guidance
— Case studies
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Reflect on
what you
know about
the
employee

Establish
the facts,
and the
context
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Skills needed

L T - Set SMART
Communication Active listenin S
stening objectives
" amixture of | : : " Confirm |
open, closed remain conversation
and probing objective and reflect on
} guestions ) : ) ~outcomes
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Dealing with grievances

» Grievances are" concerns, problems or complaints that employees raise with their
employers” i
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Dismissal
- Fair reasons and fair process, but you can dismiss

— Mintoft v Armstrong Masset
— Perkin v St George's Healthcare NHS Turust
— JJ Food Service Ltd v Kefil

No shock tactics, balance speed with warning to employee
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Difficult behaviour

4 N

How do you tackle an employee who deflects
blame, resists feedback, and initiates
complaints or grievances when confronted,
fuelling a recurring cycle of difficulties?

J

« Ensure managers have the skills

Start early and keep going!

Deal with the reasons for difficult behaviour
Set and keep to strict boundaries

Follow up
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Contact

Emma Burrows
Partner

+44 (0)20 7423 8347
+44 (0)79 6648 7742
London
eburrows@trowers.com

Follow us and join our online discussion

o @trowers

@ Trowers & Hamlins

@trowers_law
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